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State of Washington:

Legislating Technology 
Business Management 
³*LYHQ�WKH�RIWHQ�GL̇FXOW�FKRLFHV�WKDW�KDYH�WR�EH�PDGH�DERXW�WKH�VHUYLFHV�WKDW�VWDWH�
JRYHUQPHQW�SURYLGHV��LW�LV�YLWDO�WKDW�ZH�GR�RXU�EHVW�WR�HQVXUH�ḢFLHQW�DQG�H̆HFWLYH�
VSHQGLQJ�LQ�DOO�DUHDV��LQFOXGLQJ�,7��)RU�:DVKLQJWRQ�6WDWH��7%0�SURYLGHV�EXVLQHVV�
OHDGHUV�DQG�HOHFWHG�ṘFLDOV�ZLWK�VROLG�GDWD��LQ�D�ODQJXDJH�WKH\�XQGHUVWDQG��WR�KHOS�
WKHP�PDNH�WRXJK�FKRLFHV�LQ�D�EXGJHW�HQYLURQPHQW�WKDW�EHFRPHV�WRXJKHU�HYHU\�\HDU�´����

– Mary Groebner, Program Manager for the Technology Business Management 
WYVNYHT�^P[OPU�[OL�6ɉJL�VM�[OL�*OPLM�0UMVYTH[PVU�6ɉJLY��6*06�

The Backstory
The State of Washington, the 18th largest and 13th most populous state in the nation, 
has a bicameral State Legislature. The Legislature is composed of a lower House of 
Representatives and an upper State Senate. The state is divided into 49 legislative districts of 
equal population, each of which elects two representatives and one senator. State agencies 
HYL� SLK� I`� VUL� VM� [OYLL� JVUZ[P[\LUJPLZ!� Z[H[L^PKL� LSLJ[LK� VɉJPHSZ"� NV]LYUVY� HWWVPU[LK�
L_LJ\[P]LZ"�VY�H�IVHYK��JV\UJPS�VY�JVTTPZZPVU��;OL�:[H[L�OHZ����ZLWHYH[L�HNLUJPLZ�

4VYPI\UK�;Y\Z[�PU�0;
,HJO�`LHY�� [OL�:[H[L�VM�>HZOPUN[VU�ZWLUKZ�ULHYS`����IPSSPVU�VU� 0;�Z[HɈ�� PUMYHZ[Y\J[\YL��
applications, maintenance and operations. Yet, prior to 2012 there had been little insight 
into how that money was spent, or the value achieved from that spend. Technology, 
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legislative, and policy executives have long been concerned 
HIV\[�[OL�SHJR�VM�Z\ɉJPLU[�HUK�JYLKPISL�PUZPNO[�PU[V�HNLUJ`�SL]LS�
HUK�LU[LYWYPZL�^PKL� [LJOUVSVN`� PU]LZ[TLU[Z��(UK� [OL�.V]LYUVY�
and Legislature increasingly demanded insight into IT spend and 
WLYMVYTHUJL�[V�MHJPSP[H[L�IL[[LY�KLJPZPVU�THRPUN��

([� [OL�ZHTL� [PTL��W\ISPJ�JVUÄKLUJL�HUK� [Y\Z[� PU�LɉJPLUJ`�HUK�
LɈLJ[P]LULZZ�VM�NV]LYUTLU[�^LYL�VU�H� SVUN�KV^U^HYK�ZSPKL�� 0U�
[OL�:[H[L�VM�>HZOPUN[VU��ZL]LYHS�OPNO�WYVÄSL�0;�WYVQLJ[Z�^LU[�VɈ�
the rails, raising citizen awareness of IT spend. 

Internally, communication between the business executives and 
IT leaders had long been challenging, as these two groups often 
ZLLTLK�[V�ZWLHR�LU[PYLS`�KPɈLYLU[�SHUN\HNLZ�

Mandated Benchmarking
Over the past decade, in an attempt to gain better insight into 
IT spend and performance, the State of Washington legislature 
mandated numerous studies and reports designed to shed light 
on IT spend. Each study and report was “painful” for the state 
HNLUJPLZ�[V�JVTWS`�^P[O��HJJVYKPUN�[V�4HY`�.YVLIULY��7YVNYHT�
Manager for the TBM program within the OCIO. Each agency had 
[V�PKLU[PM`�HUK�YL�JH[LNVYPaL�JVZ[�HUK�ZWLUK�HJ[P]P[PLZ�PU[V�Z[\K`�
ZWLJPÄJ�JH[LNVYPLZ��

In 2012, state agencies participated in a mandated Total Cost of 
6^ULYZOPW��;*6��Z[\K`�[OH[�WYV]PKLK�H�VUL�[PTL�ZUHWZOV[�]PL^�
inside and across 40 state agencies and measured how each 
compared to peers in the industry in various categories. The 
ÄUKPUNZ!�;OL�:[H[L�^HZ�YH[LK�HZ�¸H]LYHNL¹�VU�;*6�TL[YPJZ��;OL�
study shed little insight into actual spend or performance and did 
not give the State the ability to line up IT spend with the business 
services that it supported — or to translate the conversation 
IL[^LLU�I\ZPULZZ�HUK�0;�LɈLJ[P]LS �̀

The TCO study did have some positive impacts: it “whetted 
appetites” for the ability to establish some set of TCO metrics on 
TVYL�VM�HU�VUNVPUN�IHZPZ��HJJVYKPUN�[V�.YVLIULY�

The Road to TBM
Strategic Direction
In 2011, in the face of budget shortfalls, the state legislature 
reorganized and eliminated some state agencies, including 
the monolithic Department of Information Services, the state’s 
main technology agency. Three new agencies — Consolidated 
Technology Services, the Department of Enterprise Services, 
HUK�[OL�6ɉJL�VM�[OL�*OPLM�0UMVYTH[PVU�6ɉJLY��6*06��·�[VVR�P[Z�
place. Bharat Shyam was appointed CIO within OCIO. Shyam’s 
responsibilities included:

 � 7YV]PKPUN�Z[YH[LNPJ�KPYLJ[PVU�HUK�LU[LYWYPZL�HYJOP[LJ[\YL�MVY�
state government

 � Enabling standardization and consolidation of IT 
infrastructure

 � Establishing standards and policies 

 � Educating and informing policymakers 

(Z� WHY[� VM� OPZ� TPZZPVU�� :O`HT� W\YZ\LK� ;LJOUVSVN`� )\ZPULZZ�
Management (TBM) as a way to provide a methodology that 
would enable agencies to give the legislature meaningful insight 
on spend and performance. He also pitched TBM internally as 
a way to avoid all the “blood, sweat and tears” that the state’s 
HNLUJPLZ�OHK�[V�LUK\YL�[V�TLL[�MYLX\LU[��VUL�VɈ�ILUJOTHYRPUN�
mandates. 

Finding Transparency
In 2012, Shyam got the necessary funding for TBM. His goals 
^LYL�ZPTWSL�HUK�MVJ\ZLK�VU�PUJYLHZPUN�JVUÄKLUJL�HUK�[Y\Z[�̂ OPSL�
improving communication. To get there, his initiatives included:

 � Implementing TBM technology and methodologies 
^P[OPU�6*06��PU�WHY[ULYZOPW�^P[O�[OL�6ɉJL�VM�-PUHUJPHS�
4HUHNLTLU[��6-4�

 � .LULYH[L�TLHUPUNM\S�JVZ[�HUK�WLYMVYTHUJL�YLWVY[Z�HUK�
share them with the Legislature and internal stakeholders 
(agencies)

 � Work closely with state legislators to meet their 
transparency requirements

“We chose an enterprise approach with TBM, because the 
Legislature was interested in technology spend across the board, 
UV[�Q\Z[�HU`�VUL�HNLUJ �̀¹�ZHPK�.YVLIULY��¸;V�NP]L�[OL�SLNPZSH[\YL�
the data they needed, we instituted a systemic solution — built 
on transparency and serving up the right data at the right times 
so that the legislature and agency leaders can make the best 
decisions for the people of Washington state.”
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Shyam took his case for a TBM approach to the state legislature. 
/L� MYLX\LU[S`� [LZ[PÄLK� ILMVYL� /V\ZL� HUK� :LUH[L� JVTTP[[LL�
meetings, seeking investment and support for his initiative while 
evangelizing the need for TBM across all of Washington State’s 
agencies.

Outcomes
Legislating TBM
In 2013 the State of Washington added statutory language that 
the OCIO must “coordinate with state agencies with an annual 
IT expenditure that exceeds ten million dollars to implement 
a technology business management program to identify 
VWWVY[\UP[PLZ�MVY�ZH]PUNZ�HUK�LɉJPLUJPLZ�PU�PUMVYTH[PVU�[LJOUVSVN`�
L_WLUKP[\YLZ� HUK� [V� TVUP[VY� VUNVPUN� ÄUHUJPHS� WLYMVYTHUJL� VM�
technology investments.”

¸0U�SH[L������̂ L�ILNHU�V\Y�;)4�QV\YUL �̀¹�ZHPK�4PJOHLS�+L(UNLSV��
Deputy CIO of the State of Washington. “We were so aggressive 
and persistent in understanding the transparency of IT cost, that 
it became law.” The TBM legislation only covered those agencies 
with over $10 million in spend, the OCIO worked with agencies 
to widen the pool. “We started with agencies with $10 million in 
IT spend or more – that represented about 12 agencies,” said 
+P� (UNLSV�� ¸>L� [OV\NO[� ^L� JV\SK� KV� IL[[LY�� >L� SV^LYLK� [OL�
[OYLZOVSK�[V����������I`�V\Y�VɉJL�WVSPJ �̀�^OPJO�OHZ�[OL�LɈLJ[�VM�
law. Now there are 44 agencies that participate in TBM through 
the State of Washington.

0U� TPK������� [OL� :[H[L� VM� >HZOPUN[VU� W\YJOHZLK� ;LJOUVSVN`�
)\ZPULZZ�4HUHNLTLU[�ZVM[^HYL�MYVT�(WW[PV�HUK�ILNHU�SL]LYHNPUN�
its Cost Transparency and cost modeling capabilities across all of 
P[Z�HNLUJPLZ��([�[OL�JVTWSL[PVU�VM�P[Z�ÄYZ[�PU[LYUHS�YLSLHZL�����Z[H[L�
agencies have implemented cost models. Of these, 24 are using 
H� ZPUNSL�� T\S[P�HNLUJ`� TVKLS� HUK� [OL� YLTHPUPUN� ��� HYL� \ZPUN�
HNLUJ`�ZWLJPÄJ�TVKLSZ��

*VTT\UPJH[PUN�HUK�.V]LYUPUN�;)4
The State of Washington operates in a federated environment. 
>OPSL�.YVLIULY�THUHNLZ�[OL�;)4�WYVNYHT��[OL�6*06�KVLZ�UV[�
have direct authority over the IT departments within other state 
HNLUJPLZ�� L_JLW[� [OYV\NO� [OL� JYLH[PVU�VM� WVSPJ �̀� ¸(Z� `V\�TPNO[�
imagine, communication and education is critical,” she said.

To better communicate with and educate each of the state 
HNLUJPLZ�� [OL� 6*06� MVYTLK� H� ;)4� (K]PZVY`� NYV\W� JVUZPZ[PUN�
VM� ZLSLJ[� HNLUJ`� *06Z� HUK� *-6Z� HUK� V[OLY� YLWYLZLU[H[P]LZ��
7HY[PJPWH[PVU� PZ�]VS\U[HY`�HUK� PZ� MVY� [OL�ZVSL�W\YWVZL�VM�OLSWPUN�
create a strategic roadmap with feasible and achievable 
milestones along the way. This has been a process of trial and 
error for the agency. Early on OCIO began setting TBM mandates  
–  dates that agencies were required to comply with the legislation. 
However, those dates were decided upon prior to consulting with 
the agencies themselves. The feedback was not entirely positive.
 
This is when OCIO discovered that communication and education 
are critical. “Now we’re letting the agencies have a seat at the 
[HISL� HUK� ZL[� [OL� WYVQLJ[� [PTLSPUL�¹� ZHPK� .YVLIULY�� ;OL� ;)4�
(K]PZVY`� NYV\W� OVSKZ� H�TVU[OS`� ºIVV[Z� VU� [OL� NYV\UK»� HNLUJ`�
Z[HɈ� TLL[PUN� MVY� [OVZL� KPYLJ[S`� PU]VS]LK� PU� [OL� PTWSLTLU[H[PVU�
of TBM — from both the business and technology — to identify 
problems or challenges, talk through possible approaches, as 
^LSS� HZ� ZOHYL� ILZ[� WYHJ[PJLZ�� ;OL� V\[JVTL!� H� IL[[LY� YVHKTHW"�
TVYL� I\`�PU� MYVT�HNLUJPLZ"� HUK� PUJYLHZLK� JVTT\UPJH[PVU� HUK�
understanding between business and IT.

Roadshowing TBM
:[H[L� *06�4PJOHLS� *VJRYPSS� HUK� +LW\[`� *06�4PJOHLS� +L(UNLSV�
YLJLU[S`�Z[HY[LK�H�º>VYSK�;V\Y»�VM�Z[H[L�HNLUJPLZ��;OL�IHJRNYV\UK�
material consists of charts and tables showing each agencies’ IT 
ZWLUK�IYVRLU�PU[V�0;�9LZV\YJL�;V^LYZ��HZ�̂ LSS�HZ�Ä]L�ILUJOTHYRPUN�
reports that show how the agencies compare to each other and 
[V�[OL�UVU�WYVÄ[�HUK�NV]LYUTLU[�ZLJ[VY��¸;OLZL�TH[LYPHSZ�KYP]L�
the conversation by pivoting the conversation towards the value 
each agency is really getting from their technology spend, and 
OV^�[OL`�JHU�NL[�IL[[LY�YLZ\S[Z�¹�ZHPK�.YVLIULY�̸

TBM is also beginning to enter into the regular business review 
WYVJLZZLZ� ^P[OPU� HNLUJPLZ�� -VY� L_HTWSL�� [OL� +LWHY[TLU[� VM�
Corrections (DOC) and Consolidated Technology Services 
(CTS) are both using TBM reports to regularly inform ongoing 
management team discussions.
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(IV\[�[OL�;LJOUVSVN`�)\ZPULZZ�4HUHNLTLU[�*V\UJPS
The TBM Council is a group of more than 1,200 CIOs and other business and technology executives who are passionate about applying 
I\ZPULZZ�KPZJPWSPULZ�[V�IL[[LY�Y\U�[OLPY�[LJOUVSVN`�VYNHUPaH[PVUZ��-V\UKLK�I`�Apptio, the leading and independent provider of TBM solutions, 
[OL�;)4�*V\UJPS�PZ�NV]LYULK�I`�HU�PUKLWLUKLU[�IVHYK�VM�KPYLJ[VYZ�HUK�PZ�H�UVUWYVÄ[�VYNHUPaH[PVU��(WW[PV�YLTHPUZ�[OL�*V\UJPS»Z�technical 
HK]PZVY.

6\Y�TPZZPVU�PZ�[V�ZLY]L�V\Y�TLTILYZ�HUK�[OL�*06�WYVMLZZPVU�I`�KLÄUPUN�H�KLJPZPVU�THRPUN�MYHTL^VYR�[OH[�JYLH[LZ�HUK�Z\Z[HPUZ�I\ZPULZZ�
]HS\L�I`�IHSHUJPUN�[OL�Z\WWS`�VM�HUK�KLTHUK�MVY�[LJOUVSVN`�ZLY]PJLZ��;OL�*V\UJPS»Z�VIQLJ[P]LZ�HYL�[V�W\ISPZO�H�NLULYHSS`�HJJLW[LK�ZL[�VM�
TBM practices and facilitate benchmarking by business technology leaders against those practices.

The Council is open to any qualifying CIO or senior IT executive. Learn more at ;)4*V\UJPS�VYN.

(K]VJH[PUN�;)4
To inform the public of its program, the OCIO created space on 
the OCIO website to explain the TBM program and its’ relationship 
[V� V[OLY� Z[H[\[VY`� YLX\PYLTLU[Z�� Z\JO� HZ� V]LYZPNO[� VM� THQVY� 0;�
WYVQLJ[Z��;OPZ�JVU[LU[�JVU[PU\HSS`�L]VS]LZ�HZ�WYVQLJ[�HUK�YVHKTHW�
information evolve, with the goal of educating and informing 
participating state agencies, the legislature and general public. 
“We envision including access to reports and data as part of our 
^LIZP[L�PU�[OL�M\[\YL�¹�ZHPK�.YVLIULY�

0U�[OL�ÄYZ[�Z[LWZ�[V�PUMVYT�[OL�3LNPZSH[\YL��[OL�6*06�PZ�YLWVY[PUN�0;�
ZWLUK�PU�[OL�.V]LYUVY»Z�I\KNL[�MYVT�H�;)4�YLWVY[��;OL�HNLUJPLZ�
will insert text into the report that explains their data. 

0[»Z�(�1V\YUL`!�5L_[�:[LWZ
The State of Washington OCIO website describes the State’s 
;)4� QV\YUL �̀� Z[HY[PUN� PU� ����� ^OLU� ;)4� ^HZ� LZ[HISPZOLK��
The site provides a description of TBM and of the State’s 
[LJOUVSVN`� WHY[ULY�� (WW[PV�� 0[� HSZV� V\[SPULZ� [OL� Z[HNLZ� VM� [OL�
QV\YUL`� ·� [LJOUVSVN`� KLWSV`TLU[�� VWLYH[PVUHSPaPUN� ;)4�� HUK�
transformation so that IT operates as a line of business. The core 

]HS\LZ�KYP]PUN�[OL�LɈVY[�SPRL�[YHUZWHYLUJ �̀�JVZ[�VW[PTPaH[PVU��HUK�
JVTT\UPJH[PVU�HYL�HSZV�JSLHYS`�KLÄULK��4HY`�.YVLIULY�V\[SPULK�
[OL�UL_[�Z[HNLZ�VM�[OL�:[H[L»Z�;)4�QV\YUL`!

 � 9L]PL^�HUK�YLÄUL�;)4�[H_VUVT`�VU�H[�SLHZ[�H�`LHYS`�IHZPZ�
to improve quality of data

 � Continue working with agencies to discover, cleanse 
and utilize data beyond cost (applications, infrastructure, 
business services)

 � Create a clear TBM policy that will identify required 
TPUPT\T�KH[H�YLWVY[PUN"�YL]PZL�WVSPJ`�HZ�TH[\YP[`�PTWYV]LZ

 � Continue to socialize TBM outcomes with key legislators 
and stakeholders

The outcome? Better partnerships — with agencies, with the 
SLNPZSH[\YL�HUK�^P[O�JVUZ[P[\LU[Z��HJJVYKPUN�[V�+L(UNLSV��¸;)4�
has incrementally improved our maturity in how we talk about 
technology with our business partners so we can be a much 
better business partner and they can be a much better servant for 
our citizens of the state. To be able to talk about IT in the language 
VM�I\ZPULZZ�YLX\PYLZ�H�KPɈLYLU[�SHUN\HNL�·�P[»Z�H�UVU�[YP]PHS�[HZR�
to create that vocabulary, that culture and those habits around 
speaking about IT as a business.”


